This paper is based on semi-structured interviews with library staff members in order to explore both how they perceive the role of libraries in most deprived areas in Newcastle upon Tyne and how they relate with their patrons. We show that public libraries play a primary role in activating a virtuous cycle, in which infrastructures, skills, and increased ability of users to achieve their goals simultaneously result from and feed social inclusion strategies. However, some limits might be related to the availability of public economic resources that tends to affect the smaller libraries by reducing opening times and services provided.
Introduction
The present paper explores the quadruple helix model (see figure 1) adopted by public libraries in Newcastle upon Tyne (from now, Newcastle), located in northeast England, which serve a population of 280177 inhabitants (ONS 2011) . The four helixes of this model are represented by infrastructures (physical inclusion of users), skills (immaterial benefits deriving from an efficient use of infrastructures and activities), and ability (to achieve goals and be more integrated within a society which requires high degree of specialisation), and social inclusion (final goal and generator of a new process based on infrastructures, new skills and goals). Social inclusion is interpreted as both generator and consequence of infrastructures, skills and ability to reach specific goals.
It refers to libraries as facilitators for accessing knowledge and information in relation to their role in enhancing lifelong learning, independent decision-making and cultural development of the individual and social groups (IFLA/UNESCO 1994) . This means that the role of public libraries is not limited to provide infrastructure but also to ensure that library users acquire those skills necessary to efficiently and equally access the resources available. This is especially evident in the digital era in which expert knowledge is needed to access information (Ragnedda and Muschert 2013) . For this reason, libraries have evolved from being only physical places to a hybrid form (Kapitzke 2001) in which physical and digital features coexist. In this direction, some authors refer to the concept of "cybrary" to explain the role of libraries in combining service delivery in person and online (Schmidt 2006) . 
Literature Review
However, the physical experience of libraries is an often-cited value. The library, intended as a place, fulfils a social function by providing a neutral site for users (who are from different backgrounds) to interact (Lougee 2002) . Before the Internet was widespread in libraries, Greenhalgh, Landry and Worpole (1993) identified five main areas upon which public libraries produce impacts such as education, social policy, information, cultural enrichment and economic development. However, even after the introduction of information technology (IT) in libraries, these functions still represent the core of the library mission.
Following the literature produced on the societal role of libraries it is possible to identify a triple helix model of libraries in which each helix depends on the others. In this direction, McShane (2011) underlines the role of library service in increasing civic engagement, literacy and access. Kerslake and Kinnel (1997) argue that public libraries produce effects at least on three levels: community, skills, and economy. In fact, libraries should simultaneously provide physical in-library services, skills and capacity to interpret, manage and efficiently apply the competences and knowledge acquired. To better specify, first of all, libraries as places provide physical infrastructures to facilitate the access to knowledge; secondly, they provide immaterial benefits that result in increased literacy (also in terms of digital literacy) and acquisition of competences and skills to access information (such as ability to easily find the necessary resources); thirdly, they create favourable conditions for efficiently use material and immaterial resources to achieve specific objectives. As a consequence, this learning model is also expected to promote inclusion by creating a favourable environment for people to success. This seems to be particularly evident in time of crisis during which visitor number, membership and usage in public libraries have increased (Bertot, Gorham, Jaeger and Taylor 2012; RooneyBrowne 2009) .
At the same time, libraries face a number of challenges related to internal management, financial availability, human and physical resources available. The literature underlines how the accessibility (physical and digital) to library service is not universally ensured (see e.g. Higgins 2013; Krolak 2005) . For example, libraries have to allocate financial resources to i) provide physical infrastructures that can be accessible by all; ii) educate internal staff in digital terms if they promote digital literacy; iii) develop efficient digital tools such as websites, electronic database and interactive digital communication (Chua and Goh 2010) ; iv) invest to make visible both the activities undertaken and the role of library in innovation (Lougee 2002) .
Furthermore, staff library should be large enough to i) deliver ordinary services; ii) be engaged in training activities (as both learners and educators); iii) organise learning activities; iv) manage the library system and its connections to local needs (Fourie 2007) . Some authors suggest a number of solutions to make the library management successful such as the creation of partnerships between local libraries and public/private external organisations (Dutch 2000; Moxley and Abbas 2016; Pateman 2000; Vincent 2000) ; the creation of synergies between libraries service and social policies in order to mitigate social exclusion (Hines 2005; Linley 2000; Muddiman 2000) ; the consultation of local communities in order to understand real local needs (Dutch 2000; Vincent 2000) .
The literature on the relation between libraries and social inclusion highlights the contribution of libraries to the integration of minorities into local communities (Fisher, Durrance and Hinton 2004; Molz and Dain 1999) , to serve information needs of homeless people and connect them to social services (Barbieux 2012; Lilienthal, 2011; Muggleton and Ruthven, 2011) , to the reduction of juvenile delinquency (Naylor 1987) , to the increasing literacy of both children and adults in particular in disadvantaged contexts (Adams, Krolak, Kupidura and Pahernik, 2002; Harding, 2013; Krolak, 2006) , to the creation of "new" public spaces (Caidi and Davies 2005; Celano and Neuman 2001; Davies, Schwartz, Servon and Pinkett 2003) . The majority of empirical studies carried out on the role of public libraries mainly focused on the perception of users about the library service. This is the reason why the present study fills a gap in literature which rarely explores the performance of public libraries by referring to the staff's points of view. In particular, it refers to more disadvantaged neighbourhoods in order to investigate the role played by libraries in producing social inclusion in these contexts.
The context in which libraries are located in Newcastle is first explored; the methodology adopted for this project is explained; and finally the results obtained from qualitative interviews with staff members of four selected libraries are presented using the quadruple helix model.
Library Service in Newcastle upon Tyne
In England there are over 3,000 public libraries and more than 225 million visits per year (Department for Culture Media and Sport, 2016) . The macro-areas of intervention identified as priorities for the Library Service in England are: health and wellbeing, social care, economic growth, community cohesion, cultural activity, literacy and digital literacy. While the demographic, economic, and cultural characteristics of library users and the spatial accessibility of libraries in England have been widely explored (see Japzon and Gong 2005) , the role of public libraries in revitalising deprived neighbourhoods at the micro-scale (through qualitative methodology) is almost ignored by literature (Usherwood 2001 In the most deprived wards, the library is seen as "the heart of the community", at least by library users.
Usherwood also underlines the importance of public library management to achieve social objectives.
Following the approach adopted by Usherwood the present study focused on the following management factors: resources available, promotion of library services, library rules and culture, structure and staff attitudes, location of the library and role of library in the wider area.
Methodology
The present research is based on semi-structured interviews with staff members of four selected public libraries in Newcastle. This, in order to investigate a perspective that is rarely considered in research on The two criteria were adopted in order to understand the role played by libraries in revitalising disadvantaged contexts, paying a special attention to a segment of population that, given the location of the majority of libraries in the suburbs of Newcastle, might be a risk category excluded from information and access to information, also in relation to a greater difficulty to move around the city to participate in The most cited activities by staff members are supporting people both in building their CV and in finding job opportunities, and helping adults and older people to navigate on the Internet and use computers (and related tools such as scan, printers, and fax). Even though these activities play a primary role in both informing and connecting people with external services, the risk is that libraries might reduce their role to deliver basic information to patrons. A stronger involvement with social service and professional social workers might be still needed to better inform and support users in relation to their specific needs (Hines 2015; Moxley and Abbas 2016).
Other activities aim to increase digital skills of all users through collective IT courses or individual support such as Free one-to-one Taster Sessions (all libraries). Finally, elderly people are involved in particular in activities such as Book Discussion Club/reading groups (High Heaton Library -Walker Library -Outer West Library) and knitting groups (High Heaton Library -Walker Library). Following the triple helix model described in the introduction it is possible to inscribe the facilities and services provided by libraries into three categories such as infrastructures, skills and ability. Some of them can be easily inscribed in one of these categories (in particular if they are infrastructures such as study spaces, photocopier/printing/scan/fax/computers etc.), some others show a strong interconnection with the other categories. In fact, in some cases (such as for example work club, reading/knitting groups, health related activities, children activities, free internet taster sessions) libraries provide infrastructures to allow users to acquire skills, which in turn contribute towards increasing the ability to achieve specific goals. Libraries have become not only a hybrid between virtual and physical places, but also between high-intensive and lowintensive arenas (Audunson 2005) . In fact, as "impartial" places they invite people regardless of their origin/background/orientations, and this increases opportunities to create low-intensive-arenas in which different kinds of people meet each other and increase their social capital (Johnson 2010) . At the same time, the organisation of activities addressed to specific aims (ITs usage, health information, reading/cooking/knitting groups etc.) contributes towards creating high-intensive arenas in which people can cultivate their interests and engagements together with people who share them.
Libraries have changed their role from passive (as authorities that offer a public service) to a proactive attitude. Librarians see the revitalisation of the wider area in which libraries operate as a primary aim of their work. In particular, they feel responsible for involving elderly people in social activities, for increasing users' skills and ability for achieving their goals, for giving information to users about council and social services, for supporting children in learning activities. In this sense, libraries not only help people to access information but also support them to interpret it for their own uses (Wiegand 2015) .
The librarians also assign a "cybrary" role to the library because it offers IT facilities and skills otherwise inaccessible by some people from the area. In relation to the question on the library role in the wider context staff members stated: All services and facilities provided by libraries produce positive effects in terms community-building, skillsacquisition, and economic impact. Another significant initiative is represented by the collaboration between the City Council and Your Home
Newcastle which manages council homes on behalf of Newcastle City Council. The resulting "Your Homes Newcastle Digital Champion Pilot Project" aims to train council tenants to become Digital Champions who in turn will be trainers within their community. This project is part of a comprehensive and long-term strategy to increase digital literacy in order to facilitate the access to council services and improve people life chances. In fact, the original idea was to involve only council tenants, but the City Council decided to involve public libraries in the project in order to attract a greater number of people. This project testifies the attempt of the City Council to create synergies between libraries and social policies aimed at both tackling exclusion (Linley 2000; Muddiman 2000) and reinforcing the educational vocation of libraries in relation to local needs (Vincent, 2000; Dutch, 2000) . As a consequence, this learning model is also expected to promote inclusion by creating favourable conditions for people to success.
In this direction, social inclusion refers to the capacity of individuals, families, and communities to participate in society by simultaneously taking advantages for achieving their goals without compromising the collective ones, also in relation to their economic resources, employment, health, education, housing, recreation, culture, and civic engagement (Warschauer 2003) . This brings us to reflect on the role of local public libraries in Newcastle, which have the potential to advance people well-being by providing safety places in which people can fulfil their information, education, cultural and social needs (Moxley and Abbas 2016) . Public libraries in Newcastle tend to apply a quadruple helix model (see figure 1 ) in which social inclusion is a start point and a consequence of the activities promoted by libraries. This produces a virtuous cycle of social inclusion in which all elements are strongly interconnected: libraries provide infrastructures that represent a first level of inclusion. These are the basis for users to access information and knowledge, to acquire new skills, and to create the conditions for increasing their ability to achieve their goals and be more integrated within a society which requires high degree of specialisation. In turn skills allow users to efficiently use infrastructures to achieve their goals and increase their well-being (second level of social inclusion). Then, the acquired ability to achieve goals empowers users and pushes them to increase their skills and better use infrastructures to improve their position in the society (third level of social inclusion).
Social inclusion simultaneously represents a final goal and a generator of a new innovation process based on infrastructures, new skills and goals.
Conclusions
Libraries play a primary role for the neighbourhoods in which they operate, in particular if these are characterised by high degree of deprivation. Library users are a mixture of people, but they use the library service for different reasons. It is difficult to identify a specific and unique role of libraries because they offer multifunctional services. However, it is possible to identify the social inclusion as the main goal of public libraries, upon which all the other sub-goals depend. This article highlighted how libraries have been increasingly becoming target oriented and how their value is differently perceived by diverse categories of users: for elderly people they are places to relax, enrich culture, and socialise; for younger people they are also an important resource to access the computers and the Internet; for all users, and in particular for children, they are "learning arenas".
For all users they are places in which support is provided to search a job and find useful information.
Libraries in Newcastle are based on a quadruple helix model in which infrastructures, skills, and ability to achieve goals are both results and generators of social inclusion. This virtuous cycle indicates a constant evolution of the role of libraries from passive (in relation to their public service character) to proactive institutions, which struggle to involve different kind of users to increase their skills, awareness and capabilities as required by society to be socially included. However, public libraries cannot successfully accomplish this mission alone in relation to a number of factors in particular related to the availability of economic and human resources and competences. This is the reason why the partnership model is becoming vital for developing long-term social inclusion strategy.
Newcastle City Council has already moved some steps in this direction by collocating public libraries with other services managed by different actors, organising some activities/training addressed to disadvantaged people, offering career and job advice services. However, a greater collaboration between libraries and social providers might not only provide information and connect people with social services, but also transform libraries themselves in places in which professional social workers operate. This would produce positive effects in terms of enhancing participation of vulnerable people while increasing their cultural heritage.
The public library approach is slowly shifting from a top-down scheme, which provides an universal and generalised service, to a bottom up logic, which takes into account specific needs of their patrons. One the one hand, local public libraries have a privileged position in assessing local needs, thanks to the small size of the contexts in which they operate, and this contributes towards making them the core around which local communities revolve. On the other hand, the evolution of libraries towards the adoption of proactive and participatory approaches is still hampered by a sword of Damocles represented by the risk of closure. The decreasing availability of economic resources remains the biggest threat for libraries, which sometimes are kept open thanks to the work of volunteers. While the involvement of local people in actively working at the library might increase their participation in community life (in particular elderly), the dependency on volunteers increases the uncertainty about the future of smaller libraries in relation to their availability.
In this direction, enlarging the network of partners (in particular operating in the social sector) might also produce positive effects by reducing costs of management and distributing activities among the libraries (avoiding an overconcentration in the main City Library). In fact, the continuous reduction or change of opening times makes the service discontinuous and generates discontent among local people who, after protesting, might decide not to use the library service anymore.
